





A Team of Miracle Workers

19 days later
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MUSC Health

Medical University of South Carolina

MUSC Health is the clinical enterprise of the Medical University of South Carolina (MUSC)
comprised of a 700-bed Medical Center, the MUSC College of Medicine and the physician’s practice
plan. It serves patients across South Carolina and beyond through four hospital facilities in Charleston
and more than 100 outreach sites. Among these are the Hollings Cancer Center, one of only 66
National Cancer Institute-designated centers in the country, and a nationally recognized Children’s
Hospital. The Medical University was founded in 1824 and has risen to become a premiere academic
medical center at the forefront of the latest advances in medicine, with world-class physicians and other

scientists and groundbreaking research and technology that is often the first of its kind in the world.
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Patient-and Family-Centered Care
(PFCC)

An approach to the planning, delivery and
evaluation of healthcare that is grounded in

mutually beneficial partnerships among patients,
families, and health care practitioners.

t Is founded on the understanding that the family

olays a vital role in ensuring the health and well
neing of patients of all ages.

The Institute for Patient-and Family-Centered Care

N
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Family
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PFCC is not...

* Transferring the burden of safe care
* HIPAA violation

* Ignoring professional boundaries

* Customer Service

* Transferring medical decision making
* Compromising Safety

* Chaos or Abuse
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Patient Experience

The sum of all
Interactions, shaped
by an organization’s
culture, that
Influence patient
perceptions across
the continuum of
care (Source: Beryl
Institute)
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Patient Engagement

* Actions individuals take to obtain the greatest benefit from the
health care services available to them

-Center for Advancing Health, 2010

* Based on the patient’s active and sustained participation
(i.e. behaviors) in managing their health

* Is not compliance. Compliance means an individual obeys a
directive. Engagement requires self-efficacy and
empowerment.
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Patient Engagement at MUSC

* Nursing shift change at the beside with patients and families
* Patients and families participate in rounds

* MyChart

* Teach Back Method

* Patient and Family Advisory Councils (PFAC’s)

* Open Visitation/Family Presence

* Using the core concepts of PFCC
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Patient-and Family-Centered Care
IS
working with patients and families,
rather than doing to or for them.

The Institute for Patient and Family-Centered Care

N
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PFCC Principles

“Better Together”
“Nothing about me without me”

* Respect and Dignity
e Participation

* Information Sharing
* Collaboration

The Institute for Patient-and Family-Centered Care
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PFCC Core Concepts

* People are treated with respect and dignity.

* Health care providers communicate and share complete and
unbiased information with patients and families in ways that are
affirming and useful.

* Individuals and families build on their strengths through participation
INn experiences that enhance control and independence.

* Collaboration among patients, families, and providers occurs in
policy and program development and professional education, as well

as in the delivery of care.
The Institute for Patient-and Family-Centered Care

N
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Our Strategic Direction

lmagine

MUSC 2020

N
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Commit to Patients and Families First

* We will redesign how health care is delivered to provide
Patient-and Family-Centered Care.

*  We will further our commitment to high quality, safe, evidence-
based care.

* We will ensure that our teaching, clinical management, and
research leads to team oriented, seamless, and effective care.

* We are partners with our patients and families, honoring
and respecting their roles as caregivers and care-
receivers.
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PFCC at the Point of Care

* Bedside Rounds with the entire care team and patients and families.
* Nursing shift report at the bedside.
* Family Presence and Participation...during rounds, codes, end of life

* No “visiting hours” for families; families are part of the care team, no
longer seen as visitors.

* Transparency in information sharing, including medical records,
medication distribution, results, care plan, etc.

* Patients and family members are involved in care planning and
decisions and provide critical feedback to the care process.
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PFCC is not a Pillar

PILLAR GOALS AND DEFINITIONS

Serving
patients
and families
with

compassion,

respect and
excellence

Quality
and Safety

Fostering Providing
team pride, the highest
loyalty quality

and diversity and reliable
care

Finance

Conveying the
highest value
to patients/
families and
ensuring
financial
stability

USC Health

Growth Innovation

Growing Developing
to meet the new ideas

needs of and
those we practices
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Benefits of PFCC

» Studies indicate that more engaged patients achieve higher levels of
guality and safer care with fewer errors and

»safety concerns...

» Patient engagement also improves chronic disease self-
management, thus reducing the overall cost burden such as
decreasing hospital readmissions, etc.

Scott, Richard, “Patient Engagement Boosts Safety, Quality & Patient
Self-Management.” Insight On-Healthcare. Nov. 21, 2014
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More Benefits

Families who reported never or only sometimes feeling like a
partner were...

» 10 times more likely to be dissatisfied with services
>4 times more likely not to get needed specialty services

> 2 to 3 times more likely to have unmet needs for either child or
family

Denboba, D. et al. Achieving Family and Provider Partnerships for
Children with Special Health Care Needs. Pediatrics. 2006; 118
(4): 1607-1615
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Patient and Family Advisory Councill
(PFAC)

* A meaningful partnership between patients, families and
health care providers dedicated to advancing
comprehensive and compassionate patient-and family-
centered healthcare.

* Patients and their families work as advisors by sharing
their unique perspectives that can help improve the way

care Is delivered.

N
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Criteria for being a PFAC member

* Parent or caregiver of a current or former MUSC Health
patient

* Able to attend monthly meetings

* Discreet in handling confidential information

* QOpen to differing opinions

* Positive and supportive attitude

* Comfortable speaking in a group

* Able to work productively and collaboratively with others
* Committed to improving care for ALL patients
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PFCC in Quality and Safety at MUSC

Children’s
Hospital
PFAC

Children’s Institute of
Ambulatory Psychiatry
PFAC PFAC
Patient and
Family

Centered Care
Steering
Committee
Youth Adult

Advisory Ambulatory
Council PFAC

Adult PFAC
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Adult Ambulatory PFAC
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Pediatric Grand Rounds:
Our Families Share Their Stories
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Families Create Peer Support

EmotionallsaportsfromISomeonewio s beenitnere
Your baby hasa geat support teamwhile in the NICUL- W‘m, nurses

and other professiona k. We want o care for pow while your baby & here and
even after your baby goes home.

Weare parents who have been where you ave. We know what its like to:
+ wonder f pour baby will be alright
+ juggle the MICU and your home |fe, while tpimgto recorer porrself
+ wonderwhen your baby will get to go home
+ feel amxcious o bowt caring for powr baby when you go home

s nol easy. Wk know.
Wewant o gue you the hope and siength o getthrough this time v jour Ife.

“1foelon helphess. Alll caa do

15 wanl for miy baby 1o grow.
Thea what? Thewaeso

MU Whats 1hai? 1 thought
1 would s 1come o the

haspdal, delwec my
EVOTP—

Qqueshoas.”

babpard go
howe.”

Wegn home lamae ow, just v aad wy baky
Az a fiest L paceal, ) fool s fragless hec ) could uzeso vesuppan

\/6'3, please’contactme!s
Let pourmurse bnow § pow woukd libe to talk with the parentofia graduated MCU baby.
Phome: EMail

=MUSC Health Changing What's Possible  MUSChealth.org

Medical University of South Carolina




Institute of Psychiatry Grant

E IMUSC Health

INSTITUTE OF PSYCHIATRY

2017 YES Family Fund Grant -
Application and Project Proposal

Rides and Resources for Recovery

Submitted By — The Institute of Psychiatry Patient Family Advisory Council:

Marian Rzepkowski, Chair
Eric Hansen

Patica Green

Joy Green

Alison Meeks

Carrie Laird

Bryan Counts, Council Liaison

March 30", 2017
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Patients Taste New Menu ltems

¥
!E
-

* % |

* %
% % i

i

‘7
* %
%

|

X X

54 2o 2
b ot

MUSC Health Changing What's Possible  MUSChealth.org

Medical University of South Carolina




Youth Advisory Councill
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Billing Statement of the Past

[ MUS(IH :
Charkeston, SC 20407

GUARANTOR AC

MPORTANT INFORMATION:

Thark you for salecting the Medical Unversity of Sos

yout heaticase services. Piease et payrwet b A tox

YOur B000unt SurTent. MSurance clles which are act pad wihin 30
days a0 your personal responsbiiny . X you e uatie 1o pay your
taice 1 A8, col us 2ot ACCESS ONE, 3n aflordthe merthy
payment atioe

MUsSC

haps. mem A proxy access form must be
vist In oot o view ancther's chart

® heat
mscmmunovnum-ahmnm For
medical emergencios, B 911,

TOTAL AMOUNT DUE 17,911.00

ORTANT INFORMATION:  ON REVERSE SIDE

BUSINESS OFFICE HOURS:
Mon

*Make checks payable to MUSC*

Frl. 800 AM - 4230 PM EST

.

URE SECURITY r,x}'/ DATE

’—GUAHANTOR ACCT#| PAYMENT DUE STATEMENT DATE
DATE

100215 030415

PLEASE PAY THIS
AMOUNT
MUSC Health 17.911.00

PO Box 931736, Atlanta, GA 311931738

AMOUNT PAID HERE

00000000000000988323 001793100 )

Charges Insurance Patient
Pmits/Adjs  Pmis/Ad
Accts: Emergency
MUSC PARENT HOSPITAL LOCATION 08/03/2015 - 05/03/2015

Pharmacy 22.00
Radiology - Diagnostic 951.00
Emergency Room 2,113.00
DISCOUNT (SELF-PAY, UNINSURED)

Totals 3.086.00
Pationt Balance

Acct#: .
Provider: Walter E. Limehouse, MD

0503/15 EMERGENCY DEPT VISIT LEVEL IV
05/12/15 DISCOUNT (SELF-PAY, UNINSURED)
Totals
Pationt Balance

Accts
Provider: Dag Pavic, MD

0503/15 X-RAY WRIST 3+ VW

05/15/15 DISCOUNT (SELF-PAY, UNINSURED)
Totals
Patient Balance

Accte:
Provider: Russell Chapin

0503/15  X-RAY WRIST 3+ VW
Totals
Patient Balance

Acas:
Provider: Eric William Angermeier, MD

0508/15 OFFICE/OUTPT VISIT,NEW LEVL IV
0508/15 CO-PAYMENT

Totals

Patient Balance

Acct#
MUSC PARENT HOSPITAL LOCATION 05/08/2015 - 05/08/2015

iology - Diagnost 329.00
051515 DlSCOUNT(SELF-PAY UNINSURED)

Ealmtp,dam

329.00

Acct#
Provider: William F Conway, MD PHD

05/08/15 X-RAY WRIST 3+ VW

05/14/15 DISCOUNT (SELF-PAY, UNINSURED)
Totals
Patient Balance

Acct#: Hospital Outpationt Surgery
MUSC PARENT HOSPITAL LOCATION 05/14/2015 - 05/14/2015

Changing What's Possible

Patient
Balance

1,543.00
1.543.00

MUSChealth.org




Billing Statement Today

E\ IMUSC Health

Medical University of South Carolna

Guarantor 1D 2958
Patient Bemice Apollo
Statoment Date 100672015

m Page 1

Patert Payments Since Last Statoment MUSC MyChart

Sign up of log In 1o MUSC MyChart 1o access important account
Information, make & payment, view your statement, access
Previous Balance your payment history, update insurance and demographic
Information, of submit biling Questions 10 OUf CUSIMAr SEIVICo
+ Now Charges representatives, Visit mychartnuscheakth,com to keam more,

Statement of Services

= Insurance Payments/Acjusiments Pay Online
Visit mychart.muschealth.com. Please have your statement ready.
= Patent Payments/Adjustments

New Balance

6 Biling Help

Call (843) 792:2311 o B00-598-0624 Monday trough Friday,
8 aum. 10 4:30 pom EST or log in 1o mychart.muschealh.com

Payment Plan Amount Due and leave us a secure message, Ploase visit

www.muschealkn.org patients-vistorsbilngfagntmd for a list

Non-Payment Plan Amount Due of frequontly asked Questions and answers,

| Minimum Amount Due Financial Assistance
Ploase toll us f you cannot pay your b in full and et us help
you, Montly payment plans and other financial assistance
programs are avalatle for those patients who meet certain
, Important Information fnancial crizena, You can also access miormation about our
( financial assistance pobcy and fnancial assistance appbcation
isocd 7:::;‘; i e sdicae :’m{‘p‘&"" odsceresll by going 10 our wabska nttp www.muscheakn.ony
por oo m ““ P Ay u“:"‘ pationts-v storvblingTnancakassistance html
conceming this balance, you must contact our
office ot [843]792-2311 OR [800)538-0624_ If payment in ;”ERI-“ﬂ“'-NG Now ‘W‘\'U“"-:! G
- q y goodbye 1o stamps and envelopes and sign up today
08 Fwha Siruarly oun sde, ISR Rorept 00 haris. a convenient and environmental friendly way o hancle your bil.
Sign up tocay 1o go paperess on mycharmuschealincom

o Ploase see reverse side ‘or account detall.

Floase detach e bottom portion and relln with your payment in the enclsed ervelope, Make checks payatle to MUSC HEALTH,

IMUSC Health

Medical Universty of Souh Carobna
Amount | Am Paying

¥payingby creditcard  OfF] OB ofg o)

@ Pay ths bll ordine ot mychart.muschookh.com, Card Numbe

6 Call us at (843) 792-2311 or 800-598-0624 for biling CarcholderName_________ ExoDote____
help or to update your address of insurance information. Sgnature
Payments made via an cnline banking service must inchade the Guarantor 10 Statement Invoice 1D 6350468

BERNICE APOLLO MUSC HEALTH
492 IREES WAY PO BOX §31738
LONGS, SC 29558 ATLANTA, GA 311931736
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Care Team Rounding Project

* Ensure that all patients are rounded on each day.

* Ensure that all the appropriate people are “at the table” for
rounds.

* Ensure communication between hospitalists and specialists.

* Ensure family members and patients are included in daily
rounds, when possible.
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Families on Design Teams
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Families Present at Conferences
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Patients and Families Serve on Hospital
Committees

eSafety Rounds

* Infection Prevention

* Patient Experience Performance Executive Committee
* NICU Parent Satisfaction

* MyChart Task Force

e 20 Day Readmission Process Improvement
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Families work with Physicians to Improve
Engagement During Rounds

Please consider using this to write down any information discussed during Family Centered Rounds.
The choice to attend is entirely up to you, and you can decide how involved you would like to be.

‘M.sc  Daily Family Update Sheet

Date: | My Child Is Here For: |
Attending Physician: Resident Physician: Intern Physician: Medical Student:

Changes We Noticed
Since Yesterday*

New Information
Learned Today

Care Plan and Goals
for the Next 12-24
Hours

Things We Can Look
Out For

Questions We have
for the Medical

Team*
‘M.sc  Daily Family Update Sheet
Date: [ My Child Is Here For: [
Attending Physician: Resident Physician: Intern Physician: Medical Student:

Changes We Noticed
Since Yesterday*

New Information
Learned Today

Care Plan and Goals
for the Next 12-24
Hours

Things We Can Look
Out For

Questions We have
for the Medical
Team*

*If possible, please try to fill in these areas before Family Centered Rounds take place so that the team
will have a chance to answer any questions
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“Never doubt that a small group of thoughtful,
committed citizens can change the world. Indeed, it is

the only thing that ever has.” ~Margaret Mead
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Encourage the Family to Join Your Team

If families are trusted with
managing the patient’s care at
home, why shouldn’t we trust
them to be part of the care
team in the hospital?

The more education and confidence

the family receives in the hospital, the better
care and outcome we would expect for the
patient once they go home.
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Our Goals are the Same

We are all working toward the same goal...
the BEST outcome for the patient.

How do we engage patients and families?

-The Core Concepts of PFCC
-Good communication

-Shared Decision Making
-Teach Back Method
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